OMETIMES HEROES ARE STUBBORN. FOR 10 MONTHS,
Susan Drummond has been battling Rogers Wireless
over a disputed cell-phone bill. On returning last August
from a monthlong work-related trip to Israel, Drum-
mond, 46, a law professor at Osgoode Hall at Toronto's
York University, opened her phone bill: a shockingly
high C$12,237.60, up from her usual C$75. Dmmmond

had left her phone in Toronto,
missing, But more than 320 calls had been made to l.ndla,

Aug 217 the dayafter Canada, e
her phone had been stolen. She expected to work with Rogers Wire-
less to catch the thief. Instead, she was told to pay up because the
charges had acoumulated before she reported the phone stolen.
to pay, Rogers cight days before
her payment was due on Sept. 10, by blocking the service of a different
Rogers phone that Drummond had purchased for her son, then 11.
Drummond and he husband Harry Gefen, 5, technology jour-
e o Al
take on corporate giants. They began by researching Rogers’ policies
and practices.
the speakers was Cindy Hopper, manager of law-enforcement sup-
port for Rogers’ fraud and security divisions. Hopper (unaware of
Bzt and Gefeis sitution) tld him how inthe e 16905 a
at Rogers’ oﬁices to capture

e
senior brass, including founder Ted Rogers. While ladays wireless
technology makes such hacking more difficult, Gefen says it at least
shows that Rogers should be aware of instances of theft. Hopper also

company ” changes in calling some-
times. s o e phone ifthe customer cat be reached
told their d Mail, which

s - page story on them just before Chnstmas. ‘The morning the
article ran, Ted Rogers phoned the couple and said he was “account-
able.” He told them the bill would be erased. (It was) He even agreed

for tea. That to Drummond
and Gefen, who wanted to tell him how to fix a system stacked
against the customer. On the day of their meeting, he didn't show up.
Jan Innes, a spokeswoman for Rogers Wireless, says Ted Rogers
wWould stil ike to meet with the couple but would like the session to
take place at his offices. Innes acknowledges that the company made
a mistake and says that under the company’s normal protocol
Drummond should have been contacted about the calls. Innes also
says Rogers has since “corrected the situation”: in addition to eras-
ing the bill, the company sent Drummond a C$5,000 check for the
coupl’ troubls

the check. The couple cant help won-
denng e
but aren't lawyers or technology journalists. Because Rogers shut off
her son's cell phone, Drummond i seeking C$10,000 in small-claims
court for breach of contract. She's also asking for punitive damages.
“Tll be happy if even a $1 punitive is awarded;” Drummond says, be-
cause it would send the message to the unregulated wireless industry
(oranyindustry,for that matter) thatit
tomers. Should Drummond and Gefen succeed, other customers will
be thankful the pair didn't capitulate. —By Chris Daniels

60



